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FEDERAL  EMERGENCY  MANAGEMENT  AGENCY 

Draft  FEMA  Consumer  Affairs  Program 

[Docket  FEMA-MISC.-80-1] 

agency:  Federal  Emergency  Management  Agency 

(FEMA). 

action:  Request  for  Public  Comment  on  Draft  FEMA 
Consumer  Affairs  program. 

summary:  The  draft  program  issued  in  accordance 
with  E.0. 12160  sets  out  the  organizational 
arrangements,  including  oversight,  for  the  FEMA 
consumer  affairs  program,  the  procedures  by  which 
FEMA  will  involve  consumers  early  in  the 
development  of  agency  programs,  its  informational, 
training,  and  educational  activities  for  the  consumer 
affairs  program,  and  its  complaint-handling  process. 
DATE:  Send  comments  on  or  before  April  4, 1980. 
ADDRESS:  Send  Comments  to  Rules  Docket  Clerk, 
Federal  Emergency  Management  Agency,  1725 1  Street 
N.W.,  Washington,  D.C.  20472. 

FOR  INFORMATION  CONTACT:  John  McKay,  (202)  634- 
4179. 

SUPPLEMENTARY  INFORMATION:  FEMA  WaS 
established,  effective  April  1, 1979  in  order  to  unify 
key  federal  emergency  management  and  assistance 
functions.  It  consolidated  emergency  preparedness 
mitigation  and  response  activities  of  five  agencies,  and 
added  other  emergency  functions.  They  include  the 
disaster  relief,  civil  defense,  flood  insurance,  civilian 
fire  prevention  and  control,  and  federal  mobilization 
programs.  Statutory  functions  were  either  transferred 
to  the  Director  of  FEMA  by  Reorganization  Plan  No.  3 
of  1978,  or  delegated  by  Executive  Order  12148, 
effective  July  15, 1979.  FEMA  is  headed  by  a  Director 
and  has  a  headquarters  staff  located  in  Washington, 
D.C.,  and  ten  regional  offices  located  in  the  ten  Federal 
regional  cities. 

1.  CONSUMER  AFFAIRS  PERSPECTIVE 

The  Federal  Emergency  Management  Agency 
programs  and  activities  cover  a  broad  range  of  specific 
constituencies  as  well  as  the  general  public.  Programs 
range  fi‘om  public  and  individual  disaster  assistance, 
the  provision  of  flood  insurance,  personnel  and 
administrative  expenses  for  preparedness  and 
emergency  planning  functions  in  state  and  local 
governments,  a  series  of  fire  prevention  programs  and 
civilian  aspects  of  defense  mobilization.  Because 
substantial  financial  assistance  is  furnished  to  state 
and  local  governments,  the  Agency’s  perspective  on 
consumer  issues  includes  its  intergovernmental  and 
constituency  services  as  well  as  the  general  public. 

Accordingly,  the  Director,  FEMA,  plans  to 
redesignate  the  Division  of  State  and  Local  Affairs  in 
the  office  of  Public  Affairs  as  the  Division  of 
Intergovernmental  and  Consumer  Affairs.  The  Division 
head  will  report  directly  to  the  Agency  Director  on 
consumer  matters  as  well  as  the  Associate  Directors, 
Assistant  Director,  and  Office  Directors  on  matters 
pertaining  to  their  responsibilities.  FEMA  feels  that 


Intergovernmental  Affairs  and  Consumer  Affairs  are 
essentially  the  same,  and  the  functions  of  this  division 
will  be  consumer  oriented  whether  dealing  with  state 
and  local  governments,  constitutency  groups,  or  the 
general  public. 

A  specific  consumer  affairs  position  will  be  created 
in  the  newly  designated  Division  of  Intergovernmental 
and  Consumer  Affairs.  The  Division  will  be 
responsible  for  the  coordination  and  monitoring  of  all 
consumer  functions  in  the  Agency.  Each  program  area 
will  remain  responsible  for  responding  to  consumer 
inquiries  and.  in  conjunction  with  the  Division  of 
Intergovernmental  and  Consumer  Affairs,  for  insuring 
that  the  programmatic,  policy  development, 
rulemaking,  and  legislative  development  processes  are 
opened  up  to  an  affirmative  program  of  consumer 
viewpoint  solicitation.  The  Consumer  Affairs  office 
will  have  a  mandate  to  become  involved  in  all 
consumer-related  affairs  throughout  the  agency. 

Each  program  area  will  designate  a  consumer  affairs 
liaison  officer  who  will  apprise  the  Division  of 
Intergovernmental  and  Consumer  Affairs  of 
opportunities  for  consumer  invovlement.  The  Division 
will  actively  solicit  input  from  consumer 
representatives  on  draft  documents  through  both 
correspondence  and  special  consultative  meetings 
with  agency  personnel. 

The  consumerist  initiative  of  FEMA’s  Federal 
Insurance  Administration  begins  with  the 
Administrator,  and  finds  expression  in  all  of  FIA’s 
program  elements. 

Tlie  identifiable  consumer  affairs  division  in  FIA 
coordinates  the  consumer-related  activities,  reports  to 
the  Administrator,  and  generally  assures  the 
consideration  of  legitimate  consumer  interests  and  the 
development  and  review  of  FIA  rules,  policies, 
program,  and  legislative  proposals. 

2.  CONSUMER  PARTICIPATION 

Consumer  participation  in  the  Federal  Emergency 
management  Agency’s  policy,  programmatic,  and 
rulemaking  functions  will  occur  at  all  stages  in  the 
process.  TUs  will  primarily  consist  of  correspondence 
with  identified  representatives  of  consumer  groups 
and  special  constituencies  of  specific  programs 
involved.  FEMA  has  issued  a  proposed  rule  requiring 
notice  of  and  allowing  public  comment  on  FEMA  rules 
before  they  become  final  even  where  normally  exempt. 
Consumer  participation  on  working  groups  will  be 
arranged  as  appropriate.  Notification  of  public 
hearings  and  other  forums  will  be  made  through 
special  mailings  and  notices  as  well  as  through  the 
re^lar  covemment  channels. 

m  adofressing  flood  insurance  issues,  FIA  regularly 
meets  with  an  ad  hoc  private  sector  committee  which 
is  comprised  of  insurance  companies  and  agents 
associations.  State  insurance  regulators,  and  consumer 
groups.  Similarly,  FIA  meets  with  representatives  of 
the  mortgage  banking  industry  and  ^e  Federal 
financial  instrumentalities  with  respect  to  flood 
insurance  program  initiatives  affecting  that  segment  of 
the  private  sector. 
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Also,  representatives  of  consumer  groups  have  been 
invited  to  join  local  program  advisory  groups  in  each 
of  Hve  demonstration  cities  chosen  to  undertake  an 
educational  and  promotional  program  relative  to  crime 
insurance  and  the  availability  of  essential  property 
insurance  in  the  private  insurance  market. 

3.  INFORMATIONAL  MATERIAL 

The  Office  of  Public  Affairs,  in  conjunction  with  the 
program  staff,  will  imdertake  a  three-fold  review  of 
existing  printed  and  audio-visual  materials  on  each  of  . 
the  agency’s  programs  to  assess  their  accuracy, 
availability,  and  distribution  to  appropriate  persons 
and  groups.  This  review  will  result  in  a  written 
assessment  and  recommendations  for  additions, 
deletions,  or  revisions  of  the  information  and  how  it  is 
made  available  to  appropriate  individuals.  This 
assessment  shotdd  be  completed,  with  new  materials 
developed  and  distributed,  by  the  end  of  Fiscal  Year 
1980. 

This  assessment  will  include  participation  by  user 
and  consumer  groups.  A  list  of  die  kinds  of 
informational  materials  and  activities  imdertaken  by 
FEMA  is  included  as  Attachment  I. 

FLA  has  available  to  its  consumers  a  variety  of 
literature  on  its  programs.  Among  these  are  Questions 
and  answers,  publications  on  its  program  areas,  and 
brochures  on  how  to  read  flood  hazard  boundary  maps 
and  flood  insurance  rate  maps.  The  servicing  agent  for 
the  NFIP  also  makes  available  a  wide  variety  of 
promotional  and  informational  material  (see  attached 
list — Attachedment  2). 

EDUCATION  AND  TRAINING 

It  is  the  desire  of  the  Federal  Emergency 
Management  Agency  to  develop  a  high  degree  of 
sensitivity  to  consumer  needs  and  concerns  among  all 
agency  staff.  The  Division  of  Intergovernmental  and 
Consumer  Affairs  will  work  with  Employment 
Development  Division  staff  to  develop  a  training 
program  for  all  agency  staff  as  well  as  to  identify 
opportunities  for  more  specialized  training  for 
consumer  affairs  personnel. 

Immediate  steps  that  will  be  taken  will  include,  but 
not  be  limited  to,  the  following: 

•  All  agency  employees  will  be  provided  a  copy  of 
Executive  Order  12160  with  appropriate  explanatory 
material. 

•  All  agency  employees  will  be  provided  a  copy  of 
this  draft  Consumer  Program. 

Procedures  for  an  ongoing  internal  distribution  of 
consumer  information,  including  materials  developed 
under  the  activity  outlined  in  the  preceding  section  on 
"Informational  Materials"  will  be  developed  by  the 
Division  of  Intergovernmental  and  Consumer  Affairs. 

The  Employee  Development  Division  will  work  with 
the  Consumer  Affairs  staff  to  identify  existing  training 
programs,  develop  new  programs  where  there  is  a 
recognized  need,  and  to  assist  consumer  affairs 
personnel. 

Technical  assistance  to  consumer  groups  will  be  ^ 
provided  by  the  program  offices.  This  assistance  can 


be  obtained  by  writing  to  the  appropriate  program 
office,  the  Division  of  Intergovernmental  and 
Consumer  Affairs  or  the  Director  of  the  Agency. 

5.  COMPLAINT  HANDLING 

A  guide  for  complaint  handling  will  be  developed  by 
the  agency  for  implementation  by  the  Regional  Offices, 
program  offices,  and  other  agency  elements.  This  guide 
will  establish  procedures  for  logging,  routing,  tracking, 
responding,  and  Hling  complaints.  Additionally,  an 
agency- wide  reporting  system  will  be  developed  to 
provide  compreshensive  reports  to  agency 
managements  and  the  agency  Director.  These  reports 
will  serve  as  tools  to  detect  problem  areas  and 
measure  agency  performance. 

6.  OVERSIGHT 

The  Director  of  the  Division  of  Intergovernmental 
and  Consumer  Affairs  will  have  oversight 
responsibilities  for  the  agency’s  consumer  affairs 
program  and  compliance  with  Executive  Order  12160. 
'The  Division,  adi^nistratively,  is  part  of  the  Office  of 
Public  Affairs  which  is  in  the  FEMA  Director’s  office. 
The  Director  of  the  Division  will  report  directly  to  the 
Director,  FEMA  on  consumer  matters  and  is 
responsible  to  the  Director  for  policy  direction, 
coordination,  and  oversight  of  the  Consumer  Affairs 
Program.  The  Director  of  the  Division  of 
Intergovernmental  and  Consumer  Affairs  is  a  G&-15. 
John  W.  Macy,  Jr., 

Director. 

BILUNG  CODE  6718-01-M 


FEDERAL  EMERGENCY  MANAGEMENT  AGENCY 
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Attachment  I — F^ff  A  Outreach  Methods  and  Mechanisms 

Pamphlets 

Brochures 

Booklets 

Fact  Sheets 

Curriculum  Guides 

Teacher  and  Student  Readings 

Discussion  Leader  Guides 

Counter  Cards 

Transit  Cards 

Posters 

Coloring  Books 
Comic  Books 
Newspaper  Articles 
Magazine  Articles 
Bill  Staffers 

TV  Public  Service  Announcements 

Radio  Public  Service  Announcements 

Announcer  Copy  Newsettes 

Slide-Tape  Presentations 

Films 

Film  Strips 

Press  Releases 

Speeches 

Staff  Appearances  on  Mass  Media 

Disaster  Hotline 

Periodic  Mailings 

Worksh(^s 

Seminars 

Public  Display  of  Information 

Exhibits 

Conferences 

Conventions 

Hearings 

Agency  Newsletter 

Spotmaster  Service 

Free  Loan  of  Audio-Visual  Materials 

Consumer  Information  Center  Distribution  of  Materials 

Attachment  2 — National  Flood  Insurance  Program 
Informational  and  Marketing  Materials 

Promotional  Materials 

“You  Are  Now  Eligible  to  Buy  Flood  Insmrance” 

“Winter  Flood  Watch .  . 

“Though  April  Showers,  May  Come  Your  Way” 

“Hurricane  Warning” — English 
“Hurricane  Warning” — Spanish 
“Welcome  to  the  Conununity .  . 

“Announcing:  Increased  Flood  Insurance  Protection  Now 
Available ...” 

“In  the  Event  of  a  Flood” — ^English 
“In  the  Event  of  a  Flood” — Spanish 
Marketing  Kit  @  $4.50  each  (includes  Print  Ads,  Radio 
Announcements  and  2-color,  17“  x  22"  Poster) 

Forms 

Emergency  Program  Applications  (HUD  1660.1) 

Regular  Program  Applications  (HUD  1660) 

Cancellation  Forms  (HUD  1692) 

Change  Endorsement  Forms  (HUD  1633) 

Notice  of  Loss  Forms  (HUD  1697) 

Map  Request  Forms  (HUD  685) 

Supply  Order  Forms 

Certificate  of  Proof  of  Purchase  of  Flood  Insurance  (HUD 
1506) 

Certificate  of  Redetermination  (HUD  1632) 


Informational  Literature 
Flood  Insurance  Manual 
HUD  Question  and  Answer  Booklet 
“How  to  Read  a  Flood  Hazard  Boundary  Map” — English 
(HUD-FIA-149-1) 

“How  to  Read  a  Flood  Hazard  Boundary  Map” — Spanish 
(HUD-FIA-M2) 

“How  to  Read  a  Hood  Insurance  Rate  Map”  (HUD-FIA-252) 
“How  Flood  Insurance  Policies  Are  Renewed” 

Rating  Aid 

Flood  Insurance  Rate  Calculation  Pads 
BILLING  CODE  6718-01-M 
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Fora  Af^ro<«4: 
O.MB  No.  1IAS'’902I 

ArPLNnix  3 

CONSUMER  RESPONSE  FORM  FOR  EXECUTIVE  ORDER  12160 

Dear  Consumer: 

The  - - - — _ _  (agency)  uanis  to  make  its  consumer  program  better  and 

more  responsive  to  you,  the  consumer.  We  would  like  your  thoughts  and  suggestions  for  improving 
our  proposed  consumer  program.  Please  help  us  by  answering  the  following  questions: 

1.  Which  of  the  followycig  statements  best  describes  your  interest  in  our  consumer  program? 

□  I  am  interested  in  it  as  an  individual  consumer. 

□  I  am  concerned  about  it,  because  I  represent  a  public  interest  consumer  group. 

□  I  am  concerned  about  it,  because  I  represent  a  private  company  or  organization. 

2.  After  reading  about  our  consumer  program,  do  you  think  you  understand  how  it  works? 

□  Yes,  it  is  clear  and  1  understand  it. 

□  Yes,  I  understand  most  of  it. 

□  No.  Much  of  it  b  not  clear  to  me. 

3.  Part  of  our  consumer  program  sets  up  ways  for  consumers  to  help  us  make  policies  and  rules. 
Do  you  feel  our  program  makes  it  easier  for  you  to  pa'rticipate? 

□  Yes. 

□  No.  Why? _ _ 

4.  Our  proposed  consumer  program  outlines  bow  we  plan  to  get  information  out  to  consumers. 
How  adequate  do  you  think  our  plan  b? 

□  It  teems  adequate. 

□  It  u  not  adequate.  Why? _ 

5.  We  want  to  make  it  easy  for  consumers  to  bring  their  problems  to  our  attention.  Our  proposed 
program  tells  how  we  intend  to  handle  complaints  from  consumers.  How  good  b  our  plan? 

□  Adequate. 

□  Not  adequate.  Why? _ 

6.  After  reading  our  proposed  consumer  program,  do  you  know  whom  or  which  office  in  - 
_ 1  (agency)  to  contact  if  you  have: 

A  complaint?  □  Yes.  □  No. 

A  general  question  about  the  agency?  □  Yes.  □  No. 

A  question  about  how  to  take  part  in  agency  proceedings?  □  Yes.  □  No. 

7.  Do  you  know  who  or  which  office  in _ (agency)  speaks  for  the 

consumer?  □  Yes.  □  No.  Any  suggestions  for  improvement? _ 

8.  Do  you  have  any  suggestions  for  improving  our  consumer  program? 

□  No. 

□  Yes,  in  the  following  areas: 

Consumer  participation  ...  . . .  ,  . . . . . 

Inforpiational  materiab . 

Complaint  Kawdling  •  ,  ,  - - - — ^  .  .  . 
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9.  Other  comments  or  suggestions?  (Use  additional  pages,  if  necessary.) 


I 


(Your  name) 


(Your  address) 


(City,  Slate,  rip) 


SEND  THIS  FORM  DIRECTLY  TO  THE  AGENCY  PROPOSING  THE  PROGRAM  ON 

WHICH  YOU  ARE  COMMENTING 

(FR  Doc.  80-2990  FUed  2-1-80;  8:45  am) 

8IUJNQ  CODE  6718-01-C 


